Abstract. This study aims to investigate the mediating effect of affective commitment in the relationship between perceived organizational support and turnover intention. Data were collected using paper-and-pencil survey on inbound Customer Service Officers (CSO) of a Contact Center X in Jakarta operating in service of electricity needs by phone calls (N = 96). Data were analyzed using Hayes PROCESS macro on SPSS software. Results showed that perceived organizational support was negatively related to turnover intention and positively related to affective commitment. Results also showed that affective commitment was negatively correlated with turnover intention. The mediation analysis showed that affective commitment fully mediated the relationship between perceived organizational support and turnover intention. The theoretical and practical implications of the study were further discussed. Keywords: affective commitment, perceived organizational support, and turnover intention.
Turnover intention is the behavioral intention of employees that triggers actual voluntary turnover behavior (Hongvichit, 2015; Mobley, Horner, & Hollingsworth, 1978) . Turnover intention is the last step of a sequence of individual withdrawal thinking, in which individuals think to quit the organization and to search for alternative organizations (Mobley, Horner, & Hollingsworth, 1978) . Based on this understanding, it can be concluded that the turnover intention is more closely related to voluntary turnover. Employees with turnover intentions are said to bring inappropriate behaviors to the organization, some of them are the emergence of poor serving behavior to customers, less organizational citizenship behavior, and degradation of job satisfaction and organizational commitment (Biron & Boon, 2012) .
Given the negative impacts of turnover intention, it is imperative for the organization to identify its antecedents that will enable the organization to fix conditions that cause employee's turnover intention so that the voluntary turnover rate can be better managed (Purba, Oostrom, Born, & van der Molen, 2016) . In the metaanalysis study by Hancock, Allen, Bosco, and Pierce (2011) (Allen, Shore, & Griffith, 2003; Dawley, Houghton, & Bucklew, 2010; Wayne, Shore, & Liden, 1997) .
We conducted the study in a
Contact Center company located in Jakarta. 
Method Participant
The research was conducted at a 
Perceived organizational support
was measured using 14 items which were a shortened version of a total of 32 items developed by Eisenberger et al (1986) . (1 = strongly disagree, 6 = Strongly agree).
Procedures
Before conducting the survey, we first asked the company for permission to conduct the survey to their employees. Performance appraisal also can help managers to identify training and development needs and serve as a basis to allocate reward and merit pay increase (Robbins & Judge, 2015) . By using the 360-degree feedback system, the organization would give more comprehensive, objective, and accurate appraisal result for employees The second way is to provide inbound CSOs with some of the refreshment activities periodically, such as family gathering and sports tournament, which could help them to release the stress for a while (Voydanoff, 1988) . 
